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CUSTOMER COMPLAINT POLICY

Diamond Recruitment Group is committed to providing exquisite customer care to candidates and clients alike.  Regrettably there may be occasions when our service falls short of the expectations of the customer.  Our aim is to ensure that this happens as little as possible and that should it happen that we have a stringent complaint policy to investigate the matter and provide a satisfactory outcome for all parties.

Our commitment to quality and service is outlined in our Quality Policy Statement:-

It is the policy of Diamond Recruitment Group to provide a range of high quality recruitment services that are consistent with the expectations and requirements of our clients.  Our commitment to consistent, high quality performance is met by adherence to a Quality Management System which serves to establish controls and foster a culture committed to excellence in accordance with ISO 9001:2008.

The company is committed to the ongoing improvement of the quality management system through the establishment and ongoing review of specific measurable quality objectives, and the involvement of staff in meeting these objectives.

It is company policy to review, improve and update as necessary the Quality System through the involvement of all staff, and to ensure that the Quality Policy is understood, implemented and maintained at all levels within the company.

If however, a customer wishes to complain the following procedure should be followed:-

Complaints may be received by letter, telephone, fax or verbally from the customer. The should first be raised with the consultant or customer point of contact.  Details of the complaint shall then be communicated to the relevant Manager/Supervisor who will advise the Quality Manager.

The relevant Manager/Supervisor, is responsible for investigating the complaint and reporting the progress to the Quality Manager.  Once the complaint has been resolved the complaint record shall be signed off.

The relevant Manager/Supervisor is required to advise the client, or their agent, of the results of the complaint investigation and to check the effectiveness of the action taken.  The Quality Manager should be involved where considered necessary.

Once the complaint has been resolved the complaint record shall be signed off.

Should the action taken by the relevant Manager/Supervisor be unsatisfactory to the customer, they can raise the matter with the Operations Manager who will further investigate the complaint and the action taken already to resolve the situation.

Should this outcome still remain unsatisfactory the customer can raise the complaint with the Diamond Recruitment Group Managing Partner.
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